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1. Policy Statement
Blackpool Skills Academy is committed to providing a high-quality education and positive experience for every pupil, family and stakeholder. We welcome feedback about our services and recognise that concerns and complaints provide valuable opportunities to improve our provision.
The Academy aims to resolve concerns quickly, fairly and transparently, promoting positive relationships and maintaining confidence in our procedures. Wherever possible, concerns will be resolved informally at the earliest opportunity. Where this is not possible, a formal complaints procedure is available to ensure that complaints are investigated thoroughly, objectively and without unnecessary delay.
This policy has been developed in accordance with the Education (Independent School Standards) Regulations and ensures that complaints are managed fairly, confidentially and consistently.
2. Purpose
The purpose of this policy is to:
· provide a clear and accessible complaints procedure
· encourage concerns to be resolved informally wherever possible
· ensure complaints are investigated fairly and consistently
· maintain confidence in the Academy's procedures
· identify opportunities for continuous improvement
· ensure compliance with the Independent School Standards
· maintain appropriate records of complaints and actions taken.
The Academy also welcomes compliments and positive feedback. Positive feedback is shared with staff where appropriate and contributes to the Academy's culture of continuous improvement and recognition of good practice.
3. Scope
This policy applies to complaints made by:
· pupils
· parents and carers
· commissioning schools
· local authorities
· staff (where appropriate)
· visitors
· contractors
· members of the public.
The policy applies to concerns relating to the Academy's education, services, facilities, staff conduct or other aspects of Academy life.
Certain matters are covered by separate procedures and are therefore outside the scope of this policy, including:
· safeguarding concerns
· whistleblowing
· staff disciplinary matters
· staff grievances
· subject access requests
· appeals against assessment decisions
· Freedom of Information requests.
Where a complaint falls outside the scope of this policy, the complainant will be directed to the appropriate procedure.
4. Principles
Blackpool Skills Academy is committed to ensuring that complaints are:
· listened to respectfully
· handled impartially
· investigated thoroughly
· resolved promptly
· treated confidentially
· used to improve Academy practice.
No individual will be treated unfairly because they have made a complaint in good faith.
The Academy will make reasonable adjustments where required to ensure that individuals with disabilities or additional communication needs can access the complaints process.
5. Informal Resolution
Most concerns can be resolved quickly through informal discussion.
Individuals are encouraged to raise concerns with the relevant member of staff as soon as possible.
Where appropriate, concerns should be resolved through discussion, explanation or agreed actions without the need for a formal complaint.
If the concern cannot be resolved informally, the complainant may progress to Stage One of the formal complaints procedure.
6. Stage One – Formal Complaint
Where a concern cannot be resolved informally, the complainant may submit a formal complaint.
Complaints should normally be submitted in writing within 20 working days of the incident or of becoming aware of the matter being complained about. Where this is not possible, the Academy may exercise discretion where there are exceptional circumstances.
A formal complaint should include:
· the complainant's name and contact details
· details of the complaint
· relevant dates and times
· any supporting evidence
· details of any attempts to resolve the matter informally
· the outcome sought.
The Headteacher, or another appropriately appointed senior leader where the complaint concerns the Headteacher, will acknowledge receipt of the complaint within five working days.
An investigating officer will be appointed who has had no direct involvement in the matter wherever possible.
The investigation may include:
· reviewing documentation
· interviewing relevant individuals
· considering written evidence
· seeking further clarification where necessary.
The Academy will aim to provide a written response within ten working days. Where this is not possible due to the complexity of the complaint or the availability of individuals involved, the complainant will be informed of the reasons for the delay and provided with a revised timescale.
The written outcome will explain:
· the findings of the investigation
· whether the complaint has been upheld, partially upheld or not upheld
· any actions the Academy intends to take
· details of the next stage of the procedure should the complainant remain dissatisfied.
7. Stage Two – Complaint Review
Where the complainant remains dissatisfied following the formal investigation, they may request a review of the decision.
The request for review should normally be submitted in writing within ten working days of receiving the Stage One outcome.
The review will normally be undertaken by the Headteacher or, where the Headteacher has already considered the complaint, by the Proprietor or another appropriately appointed senior leader who has had no previous involvement.
The review is not intended to repeat the original investigation. Its purpose is to determine whether:
· the complaint was investigated fairly
· the correct procedures were followed
· all relevant evidence was considered
· the conclusions reached were reasonable.
The reviewer may:
· uphold the original decision
· partially uphold the complaint
· overturn the original decision
· recommend further investigation
· recommend additional actions or improvements.
The complainant will normally receive a written outcome within ten working days.
If the complainant remains dissatisfied following the review, they may request that the complaint is considered by the Independent Complaints Panel.
8. Stage Three – Independent Complaints Panel
The Independent Complaints Panel represents the Academy's final stage of the internal complaints procedure and fulfils the requirements of the Education (Independent School Standards) Regulations.
A request for a panel hearing should normally be submitted within ten working days of the Stage Two outcome.
The panel will normally consist of three individuals who have had no previous involvement in the complaint.
At least one panel member will be independent of the management and running of Blackpool Skills Academy.
The complainant may attend the hearing and may be accompanied by a parent, carer, friend, advocate or other supporter if they wish.
The panel will consider:
· the original complaint
· the investigation undertaken
· all written evidence
· any additional evidence submitted
· representations from both parties where appropriate.
Following consideration of all available evidence, the panel may:
· uphold the complaint in full
· uphold part of the complaint
· dismiss the complaint
· recommend further investigation
· recommend improvements to Academy procedures
· recommend actions to prevent similar issues arising in future.
The panel's findings and recommendations will be provided in writing to the complainant and, where appropriate, to the person complained about within ten working days of the hearing.
The decision of the Independent Complaints Panel concludes the Academy's internal complaints procedure.
9. Complaints Against Staff
Complaints concerning individual members of staff will be investigated fairly, sensitively and confidentially.
Where appropriate, the member of staff concerned will be informed of the nature of the complaint and given an opportunity to respond before conclusions are reached.
Where a complaint results in disciplinary proceedings, those proceedings will be managed under the Academy's separate disciplinary procedures.
The complainant will be informed of the outcome of their complaint but will not receive confidential information relating to any employment matters concerning individual members of staff.
10. Complaints Relating to Safeguarding
Any complaint that includes an allegation relating to the safety or welfare of a child will be referred immediately to the Designated Safeguarding Lead.
Where appropriate, safeguarding procedures will take precedence over this complaints procedure.
If necessary, referrals will be made to Children's Social Care, the Local Authority Designated Officer (LADO) or the Police in accordance with statutory safeguarding guidance.
The Academy will ensure that safeguarding concerns are managed without delay, regardless of whether a formal complaint has also been submitted.
11. Confidentiality and Record Keeping
The Academy will manage complaints confidentially and in accordance with the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018.
Information relating to complaints will only be shared with individuals who need access in order to investigate or determine the outcome.
A written record will be maintained of:
· all formal complaints
· whether the complaint was resolved at Stage One, Stage Two or Stage Three
· the outcome of the complaint
· any recommendations made
· actions taken by the Academy.
Complaint records will be retained securely in accordance with the Academy's Data Protection Policy and Records Retention Schedule.
12. Serial, Persistent and Unreasonable Complaints
The Academy is committed to dealing with all complaints fairly and impartially.
However, where an individual repeatedly raises substantially the same issues after the complaints procedure has been exhausted, or behaves in a manner that is unreasonable, abusive or harassing towards staff, the Academy reserves the right to limit further correspondence.
Examples may include:
· repeatedly raising the same complaint without new evidence
· refusing to accept a properly considered outcome
· excessive or abusive communication
· unreasonable demands on staff time
· threatening or offensive behaviour.
Any decision to restrict communication will be proportionate, recorded and authorised by the Headteacher or Proprietor.
13. Roles and Responsibilities
Proprietor
The Proprietor will:
· ensure the Academy has an effective complaints procedure
· appoint an Independent Complaints Panel where required
· monitor complaint trends
· ensure recommendations arising from complaints are acted upon.
Headteacher
The Headteacher will:
· oversee implementation of this policy
· ensure complaints are investigated fairly
· appoint investigating officers where appropriate
· maintain complaint records
· report significant themes to the Proprietor.
Staff
All staff are expected to:
· respond professionally to concerns
· seek to resolve issues at the earliest opportunity
· cooperate fully with complaint investigations
· maintain confidentiality throughout the process.
14. Monitoring and Review
The Headteacher will review complaints regularly to identify:
· recurring themes
· areas of good practice
· opportunities for service improvement
· staff training needs
· policy or procedural improvements.
An annual summary of complaints will be presented to the Proprietor to provide assurance that complaints are managed effectively and that lessons learned are used to improve Academy practice.
15. Related Policies
This policy should be read alongside:
· Safeguarding and Child Protection Policy
· Whistleblowing Policy
· Staff Code of Conduct
· Behaviour Policy
· Attendance Policy
· Appeals Against Assessment Decisions Policy and Procedure
· Data Protection Policy
· Equality, Diversity and Inclusion Policy
· SEND Policy
16. Review
This policy will be reviewed annually by the Headteacher and Proprietor, or sooner where changes to legislation, statutory guidance or Academy procedures make this necessary.
The Academy will evaluate the effectiveness of this policy through the analysis of complaints, stakeholder feedback and ongoing quality assurance activities to ensure that concerns are managed fairly, consistently and in accordance with the Independent School Standards.


	
	
	




	
	
	



Page | 

image1.jpg
BLACKPOOL
SKILLS ACADEMY




